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Rock Hill, SC 29730

(803) 324-4570
fhice of Regulatory Utility Staff Re: Complaint Filed with Your Office 11/19/210
Consumer Services Division r PYET TR Concerning Utilities Services of South Carolina, inc.
Ir. Chad Campbell RLCEK V‘ED Billing Dated 11/7/2010 for Residential &
401 Main Street, Suite 500 _ OCT 04 2013 Wastewater Services at Services Address:
olumbia, South Carolina 29201 3006 Shandon Road, Rock Hifl, SC 29730

US of SC Customer Account

PSC SC
MAIL / DMS

ear Mr. Campbell:

As discussed when | spoke with you on November 19, 2010, while filing a verbal complaint with your
mmmmdmm,lm,ammlmmmmmm
sur investigation of this complaint copies of the following documents:

(1) Our previous month’s bill, dated 10/6/10, from Utilities Services of South Carclina, inc. for water and
sewer services (due 11/1/10), for the billing period 9/4/10 to 10/2/10, which was 28 days; and

(2) One unmarked copy, with one marked copy (notes to myself in blue; items marked in red to emphasize
for your attention), stapled together, of the subject bill in dispute, dated 11/7/10, due 12/1/10, for
the billing period/meter reading 10/2/10 to 11/7/10, which covers 36 days; and

(3) My letter dated November 24, 2010, to Ms. Trovinges, a supervisor in the billing department for
Utilities Services of South Carolina, inc., concerning my telephone conversation with her of 11/18/10,
my response to her, and explanation for withholding $12.05 from payment of this most recent billing.

After writing and mailing my letter to Ms. Trovinger, we received a recorded message from Utilities Services
F South Carolina, inc. on Wednesday, November 24, 2010, at approximately 4:00 P.M. (or later) stating, in part:
\at with respect to the statement from Utilitiés Services of South Carolina, dated 11/7/10, the increased charges .
 that billing were because the days In the billing cycle exceeded their 25-35-day time frame used by the company,
hich caused a proration on the customer’s bill; and you will see a credit adjustment on your next bill. This
scorded “newest explanation” does not match what Ms: Trovinger told me on 11/18/10 {("US of SC has a 30-day
iling cycle/anything over 30 days is pro-rated”); nor does it even match what US of SC actually billed on the
1/7/10 statement (a proration of 6 days over a 30-day ceiling instead of a “1 day proration over a 35-day” alieged
illing cycle): e.g., $16.53+30 days = $.551 per day x 6 days = $3.31 + $16.53 = $19.84 (base water charge, 11/7/10
atement); and $41.39 130 days = $1.379 per day x 6 days = $8.28 + $41.39 = $49.67 {wastewater fee, 11/7/10).
he computer generated robo-call made the 4™ different “explanation” | have been given by the company. As noted
| my letter to Ms. Trovinger, the customers of US of SC have no control over the company’s meter reading/billing
shedules, which over the last 6 years have ranged from 24 to 38 days per “monthly” statement; and this apparently
ew (and unauthorized) practice of “proration” by USofSC was begun without wamning or explanation to customers.

This raises another related problem which | would like to add to my billing complaint: the totally inadequate
nd uninformed “customer service” by Utllities Services of South Carofina, Inc. with regard to my inquiries about this
iatter. Please note that the phone numbers printed on our statements for “Collections”, “Phone”, and “Customer
arvice” are all the same number: (1)(800) 367-4314. South Carolina customers are not given a direct phone
umber nor an office address for this company doing business in South Carolina. Neither, apparently, are our
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)fice of Regulatory Utility Staff,
Consumer Services Division,
Attn: Mr. Chad Campbell

le: Utilities Services of SC, Inc.,
11/7/10 Billing Problem
iovember 29, 2010

‘age Two

mmmmmm,wmammwmmmm
Ine individual told me she was speaking from Florida; while | suspect others may have been speaking from Maine
see addresses on payment coupon). { spent an entire day, November 18, 2010, trying to get an answer to my
juestions from Utilities Services of South Carolina, Inc. about this billing problem with the 11/7/10 statement. This
nvolved being placed on hold both before and during my telephone calls; being passed off to other individuals who
vere not knowledgeable and were without authority to resolve the problem anyway; being told once there was no
'supervisor” at the general, “customer service number”; yet later, in another attempted cafl to anyone in “billing”,
reing transferred eventually to the voice mall of a supervisor. Of the three different “representatives” | spoke with
or any significant amount of time, | received three different answers to my same question. My neighbors advise
hat they had similar difficulties and experiences in calling Utilities Services of South Carolina, Inc.; and some
mwmmmmme/wmmmmmmmmwmaﬁu
he disputed bill was not paid. | have encouraged neighbors to report any poor customer “sesvice” encounters as
1art of their own, individual billing complaints filed with your office.

usmmmmmmm,m.mamm,mmmn

nemrvforusmﬁeeomplalmswimtspecttoﬂ\ecompany’smsmtementoflwnomrmadm
jelivery within the Shandon Subdivision. This over charging occurred unilaterally by the company, without any
mammmm,mmmmnammmmwmhmm
Mhether the company’s “proration” of flat fee/base service charges {with adjustments in the DHEC fee) are based
’n “6 days over 30" or “1 day over 357, their accounting theory is immaterial. i believe the issue is that Utilities
services of South Carolina, Inc. cannot pro-rate even .01 cent more than the monthly flat fees, base sesvice charges,
s rates for water and sewer set by the statutory authority and procedures of the Public Sesvice Commission of
south Carolina. 1 would greatly appreciate the Office of Regulatory Utility Staff investigating and resolving this issue,
mwmmmmmmmemmmmummdm
“ounty; and, perhaps, other areas within South Carolina where Utilities Services of South Carolina, inc. operates as

well. Thank you for your courtesy and efforts in resolving this problem.

S

Very truty yours,
Dowile o el

Linda H. Fick



Utlitles Services of South Caroling inc /

$ 81.66

Name EARL FICK Primary Telephone #
Service Address 3008 SMANDON RD, ROCK HiLL, SC, 20730
Activity Since Last Bill

Previous Balance $86.12

Payments recelvad as of 11407/2010 $-66.12

Balance as of 1107/2010 $0.00
Residentia! Water Service

Water Base Charge $19.64

1,740 gailons at $5.40 per 1,000 gaflons $9.40

SC DHEC Fee $2.75

Tota! Residential Water Sesvice $31.99
Reuidential Wantewater .

Wastewater Service $49.67

Total Residential Wastewater $49.67
Total Amount Due $81.68

PP r e s tsrrs e O

A foo of 1.5% per month wiil be added if unpaid by the dus date.
Make check payabie to: Utillties Services of South Carotina Inc

Messages
Wa are pleased to announce the launch of our new Web Self-Service site. Tha site will allow you to abtain curent end historical account information.
The site may be accessed by going to hitp:/AMmw.uleater.com/myaccount.
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PO BOX 160609 Buling Depmtuent. g IHREHENIRNNNNRANIN

Altamonte Springs, FL. 32716
Account Number: Amount Paid
Due Date: 121212010 _
Hey 1t
Please Pay:  $81.68 YNA|
EARL FICK
3006 SHANDON RD Utilities Services of Sotrth Canolina Inc
ROCK HILL SC 28730 PO Box 11025
Lewiston ME 04243-9476

[] Address correction requested on back | am
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11/07/2010 ! 12/2/2010
Name
Service Address  S008 SHANDON RD, ROCK HiLL, SC, 28730
Activity Since Last B8l
Previous Batance
Payments recelved as of 13/07/2010
Balance as of 1107/2010
Residentisl Water Service
Water Bass
1.740 gailons at $5.40 per 1,000 gaflons
SCDHECFes,
Total Residential Water Service $31.99
Residential Wasteazater _
Wastowstes Sorvicn_, < o7
Total Residential Wasteumter $40.67
Total Amount Due $81.88
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A foe of 1.5% per month will be added if unpaid by the due dste.
Make check psysbie to: Utillies Services of Caroline inc

We are plaased to announce the aunch of ous now Web Seill-Service slte. The site will aliow you to cbtsin current and historical acoount information.
The sits may be accessed by going to hitp:/Amew.uiwater.com/myaccount.
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Utinties. Inc : NNEImEEEN
<> POBOX 180609 e HIREBEIREERIE
i

Altamonte Springs, FL. 32716
Account Number: Amount Paid
Due Date: 127212010 "
& ¢
Please Pay.  $81.68 T4t
EARL FICK
3008 SHANDON RD Utitites Services of South Carolina inc
ROCK HiLL SC 26730 ~> POBox 11025

Lewiston ME 04243-8478
Hlnnluinbldulutbbilsdutidiimnill

[] Address comection requested on back a7e
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Peavious Movthrc Bill, Dnted 10f¢]2010

Note: The changes for water luse (316.53) and webee consimption G0t o0 4l )
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VATER BASé CApRSE 49.00 114,31 #21.51
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20 }Y) UHes Borvices of South Coraibe inc
Utilities, Inc® 52+ ey
' AL w Customer Service: (800) 3674314
wwwiulestercom
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S fstwrfanding OMolers O0WGN0
| 10/06/2010 _ 1114/2010 $6512 |}
Name EARL FICK Primary Telophone # ™ - Sodees 100050 GBI
Service Address 3008 SHMANDON RD, ROCK MiLL, SC, 20730 Usage S0 G
Activity Since Last 831 b dlDeys: 2
Provious Balance - - s70.79 Average Dally Uss:  33Gallore
Payments received a8 of 10/08/2010 $70.70 Awerage Dally Cost: $2.33
Balance as of 1008/2010 $0.00
Residentisl Waber Service Y
Water Base Charge $18.69 .
910 galons at $5.40 per 1,000 galions $4.01 Lo
SC DHEC Fee $2.20
Total Fisaitenz! Waber Service _ 3 _
Wastewaiar Service $41.39 r—*'oo;o"&a Poreooe
Total Residential Wasiowater $41.39
Total Amount Dus 0512 o Y
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A fos of 1.5% per month will be added ¥ unpaid by the due date.
Make check payable to: Uiilities Services of South Carclina inc



Exhbit A/ pé

As. Ferre Trovinger, Supervisor November 24, 2010
iilling Department
itilities Services of South Caroling, inc.
. 0. Box 160609
\itamonte Springs, FL 32716 Re: Customer. -

: Service Address: 3006 Shandon Road
As. Ferve Trovinger, Supervisor Rock Hill, SC 29732
lilling Department Earl Fick/linda Fick
Jtilities Services of South Carolina, Inc. Your Billing Statement Dated: 11/7/2010
). 0. Box 11025 for residential water & wastewater service
ewiston, ME 04243-9476 Billing Error
Year Ms. Trovinger:

This letter is to confirm and expand upon our telephone conversation of November 18, 2010, concerning the
mmmmmmmnmawdm1mmmm¢wmmnmnwm,ms
lue 12/2/2010, and covers the billing/meter reading cycle from 10/2/10 to 11/7/10, in the total amount of $81.66.
‘his amount represents a 20% increase made by the Company unilaterally in both the water base charge and the
vastewater sesvice charge, and caused an increase in the related DHEC fee, over the previous 2010 billings (the
nost recent previous billing being dated 10/6/2010, as shown below). Therefore, we have paid our water/sewer bill
or this month (under a separate mailing) in the total amount of $69.61, and have withheld payment of the disputed

imount of $12.05:

“Water Base Charge” $19.84 (vs. $16.53) = +3$3.31  Your Total Billing: $81.66
*wWastewater Service” $49.57 (vs. $41.39) = +5$8.28  Less Disputed Amount: -12.05
“SC DHEC Fee” $275 (vs.$ 2.29) = +$ 46 Total Amount We Paid: $69.61

These increased amounts are not a result of usage or consumption amounts (which normally do fluctuate),
sut rather are increases to fixed monthly base amounts which are not subject to change on a monthly billing basis.
Nhen we spoke on the 18%, you explained that “this month’s increases by Utifities Services of South Carolina’s are
fue to their proration of the base/flat fees because this statement’s billing cycle (meter reading) is 36 days, and any
mammnmwammmmmwm;m'mmwmmw
!aysmnotreducedbeauseﬂte‘mﬂnlfmtehasan'uptoso-daybas&" You did offer to “spread this increase
yver this and next month’s bill for us”. However, as | explained, this is not an individual “payment” problem; itis a
sroblem with the Company’s billing practice resulting in an overcharge of $12.05, which | do not believe we owe
‘nor would our similarly billed neighbors in the Shandon Subdivision, of York County, SC). The Company has not
wmmmmmmmdmmmummmm in fact, over the past 6
mmﬂhqde/mﬂamdingsdnduhh&mgedmywhmmumudaww'me
A flat fee/base rate charge Is just that: a once monthly billing charge of a set fee or rate established by and through
the Public Service Commission of South Carofina and its statutory procedures. Your Company’s arbitrary, intemal
mmmmm,mmummmwmumawm
fo do so would result in random overcharges to customers, without notice, at the whim of the Company’s schedule,
and by-passing the Public Sesvice Commission’s sole authority to set fees and rates.
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vis. Ferre Trovinger, Supesvisor
te: Water/Sewer Billing Error
Jovember 24, 2010

’age Two

nm,lmmmmmmmmmmmmmmdm;m
mwawmmmmemofmhmumwsnﬁ(mmmpmm»
Www:mmmwn,swamwwsmmdummmm
Mmmdmmmmmmm,muhwawmnwmwmmmm

‘he Shandon Subdivision.

Very truly yours,
o 4, frcl

Linda H. Fick

tq

Cc:w/end. Office of Regulatory Utility Staff
Consumer Services Division
Attn: 'Mr. Chad €Campbell
1401 Maif Street, Suite 900
Columbia, South Carolina 29201



